2C

WISCONSIN NATIONAL ACCOUNTS, INC. JUDGMENT 11/09/96 $45,000 COSTS AND
RESTITUTION

WISCONSIN WINSTAR GATEWAY NETWORK ASSURANCE 9/11/96 $30,000 COSTS AND
’ RESTITUTION
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OFFICIAL RULES: NO PURCHASE NECESSARY. Make any necessary corvecticns to yeur name and address as they appear
on your Certificats of Award and return with any requested documents in the preaddressed envelope provided. Cash prizes
are {ssued orly after identity verification. Eligibility is based upon matching preassigned prize claim number(s) to the nurmber(s) on
this certificate, Prior to the distribution of this certificate the odds of winning for each sweepstakes number iswted were established
as follows: $10,000.00 Cash, 1:1,000.000; $1.000.00 Cash, 1:100,000: $100.00 U.5. Savings Bonds, 1:10,000; 120 Minutes of Free Long
Distance, 1:1. Cash prizes may be spent without restriction. U.S. Savings Bonds are issued in winner's name or winper's designee.

The 120 minutes of free long distance calling time (two hours) is provided as a separate givegway award tc alt respondents,
except those who decling, through TresCom U.S.A., Inc., a wholly owned subsidiary of TresCom International, Inc., the ®ifth
largest international long distance carrier in the nation. This offer subject to their approval. There is no menthly ¢harge. no
minimum requirements and no extra numbers to dial, The 120 minutes of free lony distance time is provided at sixty
minutes in the third month and another sixty minutes in the sixth month of TresCom service. Respondents may convert back
to present carrier at any time, with no obligation whatsoever, Respondents may also chboose to use AT&T service at any time
by dialing 102831 plus the area code and number, but plaase be aware that ATET rates may run up to twice as much a3 your
prefarred TresCam rates, Thase claiming their free long distance award autharize TresCom to confirm to their current
carrier their selection of TresCom a8 primary long distance carrier, TresCom assures the'special long distance rate of only
10 cents per minute, which applies o all interstate calls weekday eventings, after Spm, and weekends, fri. Spm to mon. 8am.
The 120 minutes of free loag distance time is based on interstate calls placed evenings and weskends. There zre no other calls
or purchases of any kind necessary to use your free 120 minutes of long distance Hme. Ox weekdays, from 3am to Spm peak
rates of a maximum of just 16 cents per minute apply. Intrastate rates may vary slightly. This free long distance ghreaway is
valid for new TresCory customers only and it is intended to promote both the awareness of TresCom U.S.A.. Inc,, and their
special 10 cents per minute long distance rate.

Must be U.S. Citizen age 1§ or older. Void where prohibited. Sweepstakes not open to employees and their families of ail
participating sponsor companies, their affiliates and suppliers. All SCH decisions are final. Customier sexvice no. 214-630-5300.
Facsimiles of this officlal sweepstakes cortificate are prohibited, as are these which are fllegible, illegitimately obtzined or tamyered
with. The sweepstakes will end by December 31, 1297 and any replies must be postetarked before that date, Not responsible for
printng errors, not for lost, {ate, postage due or misdirected mail. Sweepstakes may be sponscrad by various indeperndent businesses,
all of whom share in the total cost; and other variations of this offer, with different creative presentations, means of entry, names or
themes may be used within this or equivalent prize structure from time to time, Winners may be asked to sign an affidavit of
eligibility and to provide soctal security number. Tixes are the sole responsibility of winners. For an official Ust of major sweepstakes
prize winners upon the program ending date write to Sweepstakes Clearinghouse, 1535 Regal Row, Dallas, Texas 75247-3531.
Unchirned prizes net distvibuted, Please ncte that there Is no afiilidtion, direct or trplied, betwesn AT&T and this special promotion,

ATETa regismered tacernark o AT4T Corp.
As the Free Long Distance Award Recipient identified on reverse, [ confirm the selection of TresComn as primary long distance
carrier for my designated number shown, and authorize them to confirm same to current carrier. It is understood that therz
is only one primary interstale carriar per number, and there is no charge whatscever to me for this selection - no minimum,
no monthly charge, no purchase necassary,

NOTE: PLEASE BE SURE YOU HAVE FILLED IN ALL REQUESTED INFORMATION ON REVERSE.

A ' L TR MPTND AN .
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Who:

Hello. Is this Mr./Mrs. ? 1 need to speak to Mr/Mrs. . Is that vou sir/ ma’am?
{’m a Notifying Operator with Minimum Rate Pricing, Inc. long distance service.

What:

—

“This is just a good news notification call for credit preferred AT&T, MCI, and Sprint users notifying you of new

Minimum Rate Pricing tariffs filed. Starting next month a 25% peak rate discount wiil now be avaiiabie to you
on all your long distance calls billed on your {ocai phone biil!

a

Why:

Sir/ Ma’am this is not a temporary rat. reducticn. 1his is an on going FCC aunthorized savings in how your long
distance cails wiil be rated. The pian is cailed “Mini.qum Rate Pricing, Inc.” - you may want to write that down.

‘What's happesed is that under FCC ruies AT&T, MCL, Sprint, and Wiitel must allow the:“minimsmrats.
pricing® of your cails so that yon’re no ionger limited to a major carrier's rates and expensive surchasgpe:. Wit §°

minimum rate services your calls wiil automatically rate via the cheapest carrier rates avziishie so-yowgeethe-
lowest cost of cailing for your iong distance cails billed on the {ocai phone biil.

Now, Sir/ Ma’am, you need to be spendinz an average of at least S10 per month to receive this limited offer. Do
you average $10 per month in long distance? Great!

How:

Now, are you already billed on the local bill for your long distance charges or do you receive a separats long
distance bill? OK_ greag! Under Minimum Rate Pricing your underlying carrier either AT&T, MCI, Sprint, or Wiltet

wiil be automaticaiiy seiected for you and all your calls wiil be consoiidated with the locai phone bill so you have the
ease and convenience of just one check to write!

Now, [ show the following information for you:(data Gathering Part of Script)

CONFIRM: Name on the lead. Address on the lead. BTN on the lead. Then ask the customer for the

additional WTN’s, fax and modem. Then ask if they have any additional BTNs. If so, get ail that

information . Write it on the BTN order form. Get the exact phone usage for each BTN.

W

.

When:

Now, all [ need to do to activate your 25% dizccunizd s2:.ice will be to get my supervisor and he/she wiil venify the
information we just went over. He/She wiil be taping it for accuracy, picwae [~ izher know if hesshe makes a mistake
it only takes a minute.
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Mini R Prici Inc. Script
Whe:

Hello, [ wouid like to speak with the person who makes decisions regarding your company’s long
distance service.

What:

Hello, this is with Minimum Rate Pricing Inc. Long Distance Service. I'm
calling in regards to our discounted long distance program which utilizes the AT&T, MCI, Sprint or
Wiltel long distance networks. Due to our tremendous purchasing power, we are able to guarantee our
customers a 25% peak time discount off the majcr carrier’s rates without restrictions!

Why:

l ‘ The plan is cailed Minimum Rate Pricing because at ail times you will be receiving the greatest billing

discounts available through Minimum Rate Pricing’s LEAST COST RATING. This guaranteesthatesch ;
long distance cail you make wiil be rated over a major carrier’s network pricing at 2 25% pesictime=
discount. How does that sound? Great!

[n order to set up your new Minimum Rate Pricing account, [ need some information:

How:

Now, are you already billed on the local bill for your long distance charges or do you receives
separate long distance bill? QK great! Under Minimum Rate Pricing your undertying carrier either

AT&T, MCI, Sprint. or Wiltel will be automaticaily selected for you and all your calls will be

consolidated with the local phone bill so you have the ease and convenience of just one check to
write!

Now, [ show the-following information: for you: (data Gathering Part of Script)

CONFIRM: Name on the lead. Address on the iead. BTN on the iead. Then ask the customer for}
the additional WTN's, fax and modem. Then ask if they have any additional BTN's. If so, get all
that information . Write it on the BTN order form. Get the exact phone usage for each BTN.

When

Now, all I need to do to activate vour 25% discaunted service will be to verify the information we just

went over. [ will be taping it for accuracy, please let me know if I make a mistake. it only takes a
minute.

GO TO_VERIFICATION SCRIPT NOW: DON'T FORGET TO TURN 0N THE TAPE!
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YERIFICATION SCRIPY - Iranscription of an Actual Verification Call Involving
- A Pennsylvania Consumer

Telemarketing Sales Representative - This is Tony (Subscriber’s last name deleted)

1 am Craig (Telemarketing Sales Representative’s last name) with IBW 10% bonus with
(Subscriber’s name). No complaint, huh Terry? (Subscriber misidentified as Terry rather than
Tony)

Subs¢riber - No complaint.

Verification Representative - I would like to verify that you are the authorized person to make
decisions regarding long distance service for (Subscriber’s billable telephone number).

Subscriber - Right.

Yerificatiog Representative - Are you selecting (long distance company) to be your long distance
carrier?

Subscriber - Ya, that’s what we have now. (emphasis added).
Telemarketing Sales Representative - No problem!

Verification Representative - For verification, may I have your date of birth..
Subs¢riber - 3/6/(year of Subscriber’s birth).

Verification Represeniative - Thank you for your time Terry (Subscriber misidentified as Terry
rather than Tony) have a nice day.

Telemarketing Sales Representative - Ah, Terry (Subscriber misidentified as Terry rather than
Tony) that’s all I nced.

END OF CALL

r ¥



VERIFICATION SCRIPT

"~ Rep- Verification thisis (. Rep):

Rep - Thisis _ (. Associats Name) , agent # - Thave (Customer) ~ ea
line and his/ber s () .

ReE.' ~-Thank you, (. Assogiate Name) , Mr./Ms (CustomérL thisis o
verify that you are the guthorized persen to make dacisious regarding the
logg distance servics for (Customar's ), is that eorrect ?

IF NO: ‘ I'mSorry - . Asrecigre] |, o this time [ cm. rwrling rhi:'ca{l back overto -
you. : '
- TF YES: Arnd are you selecting, to Ee'your long-distanee c_m-ie.r':’
IFNQ: - Usethe NO Seript above,
w For vecification purpeses, may I haﬁve your dats of bixth, plea.;e. {or your

mothers maidea gama?)

Rep: Thank vou for your time and have a nice Da'ervmm;fNight ‘

Call is disconnectad at this t{me.
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The Turst Group Verification Script (SDN)
(1/20/95)

Hello -, I'm
with the Verification and Quality Control Department of (Third Party Company).

How are you today?

I'm just calling to confirm the order you discussed with of
The Furst Group concerning the Software Defined Network Rate Plan, This plan guarantees your
long distance will be 100% on the AT&T network. O.K.? (**NOTE** If at this point there is
any question in the customer's mind as to who The Furst Group is or about our relationship with

AT&T, you are required to fully explain that The Furst Group is an independent reseller of AT&T
long distance. Refer to questions and answers)

Do we have your approval to confirm your account information on tape today?
(Wait for response). You'll receive an information package shortly outlining the program, alnight?

First of ell, taday's date is
as

and we have your physical address
and your billing address is

You are

and what is your title please?

and you have the authority to make decisions regarding your long
distance services, right? (Wait for response).

(Note: If someone other than the person who has authority is to be recorded, have them state on
tape that gave permission to verify and approve the order.)

Name of duly aut.iorized person

You are therefore giving your monthly usage to be? That's all true long distance, not local long
distance, correct?

We have your local telephone company as

and | see that
you only receive

bill(s) a month from them. The name or that bill is

——

We have your numbers as and your fax number is
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SDN Verification (1-20-95)

Do you have any accounting codes or services with any other carriers that we need to know

about? Do you have any long term contracts with AT&T (MCI, Sprint, etc.) or other long
distance carriers or are you just month to month? Do you have an 800 number?

(If customer says they do have an 800 number, please ask if inbound and outbound billing is
consolidated or separate. If the customer says it is consolidated and the 800 order and bills are
not attached, DO NOT PROCEED. Return the order to the salesperson. The customer will not
be happy with separate billing. If the billing for the 800 number is separate, you can continue
verifying the outbound service. The salesperson can call back later about the 800 service).

When 800 Order Form is Attached

I see you have an 800 number. Itis and I see this rings

onto . (Usually rings onto the first number in the rotary
hunt group, BUT not always).

Do you want a consolidated billing for your outbound and inbound service?

IfYES: You will now be receiving the Uni-Wats billing and your interstate rates will be
. (Note: Also give intrastate rates, but only if

asked).

IENO: You will receive an approximate 18-24% discount on your outbound service and

23% off AT&T Readyline base rates.

Check if customer requires 800 Directory Assistance and 800 Service Directory.
(Note: Most customers want Directory Assistance but not the Service Directory listing)

You do understand that there is a normal $5 monthly fee for this service? (Wait for
response). If the customer is ordering 800 service, the $20 MRC needs to be mentioned.

In approximatley 2 months, you will probably notice a one time charge on your local telephone
bill. This is a Pic Code Fee. This charge is for putting you an AT&T's 732 SDN Network
through The Furst Group. It will total approximately $ (83 to 35 per line.

Give them an estimate). Simply fax or mail a copy of the page(s) reflecting those charges to The
Furst Group and they will adjust your bill.

34
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SDN Verification (1-20-95)

Would you be interested in calling cards?

(Do not offer them to customers using less than $100 of long distance calling per month or if their
calling cards were issucd by the LEC. However, if the customer using less than $100 per month
mentions calling cards, the customer may order them. A maximum of 10 cards may be offered
unless a copy of the calling card usage is submitted showing reasonable usage).

If YES: How many calling cards do you need? A calling card
form will be mailed to you. It's something that I do require a signature on to
protect you against fraud. Also, please return the form with a business letterhead
or business card. This is needed for provisioning.

IfNO: Customer Service will check back with you once you have gone on-line.

And finally, just to verify that you are the real at
would you please give me either your middle name or birth date?

You will receive a welcome brochure in about two weeks: If you have any questions, please give
The Furst Group a call at the 800 number which will be included in the information package you
receive. You will recognize the new bill when you see it - that will be in about 6 to 8 weeks.

You will see AT&T Biil Manager at the top right had corner and The Furst Group on the lef.
Then you will know that the discounts have taken effact.

Thanks for taking the time with me and, just as a reminder, we have taped this conveisation for
your approval,
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CALIFORNIA PUBLIC DTILITIES LDHHlbblUN 12-ATRUBL Y, 130w
Carole Kretzer, Informstion Officer

State Office Building, 107 So. Broadway

Los Angeles, Ca, 90012

Phone: (213) 620-2240
FOR IMMEDIATE RELEASE

?acific Bell customera who subscrided ¢o phone scrvice, or -
cheanged thelr services, and who are paying for phone scrvices they
never ordered or suthorized ere'éligible for refunds, with
intersst.

Any of the utility's residcutisl cuatomers who paid an $BO
deposit since Sept. 1, 1985 due to Pecific Rel)'s incorrect
application of ite teriff filed with the state Public Utilitdics

Coumission (PUC), are eligible for refunds,

Also, Pacific Bell customers who would have gualified for
Universal Lifeline phone service dut wvho, perhaps uanknewingly,
chose more ecxpensive service during thir period ere eligidle for
refunds.

In its latest action related to Bell's sales practices, the
PUC today adopted & plan by which Pacific Bell will make refunds
to customers vho heve peild for phone services they did not
authorize.

The customer refund proccdures the Commission adopted todey
grev out of workshops directed by the PUC on May 28. Workshops
vere coordinated by thc PUC's Lveluation and Compliance etaff.
Workshop participants were Pacific Bell; the PUC etaff; Public
Advocates, a San Francisco-bascd public intcrest levw firm; Centex
Telecommunications; Toward Utility Rete Normalization, & San
Franecisco-bssed consumer group, and PUC Consumer Affsirs
representatives, All workshop participants agreed to the refund
procedure sdopted by the PUC tonday.

Commenting on the consensus teached by workshop participents
on how to implement the PUC's March 28 directive that Pacific Bell
make appropriete refunds to customers, PUC President Don Viasl
seid; ™ Speaking for the PUC, 1 commend the workshep participents
for their fine offo\l ia mchieving o speedy, but carefully-crafted

resolution of the meny é3fficult end contentious Sasues presented
to then."

(more)
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Onder the adopted customer notification snd refund plan,
Pacific Bell will notify customers who m8y have been affected by
the utility's marketing practices of their right to s refund, and
refund to them, vith interest, or meske appropriste credits o
their phone bill, amounts customers paid for uanvanted phoze
services. In doing this, Pacffic Bell wvill descride to customers'
the phone services for vhich they are nov paying and give them sn
opportunity to remove services they do not want.

The weility vwill also develop simpler telephone bills thet
will itemize opacifih services for wvhich customers are paying, and
give them 8 regular opporennity to verify and evaluate the
telephone services they receive.

Finally, today's PUC order directs the utility to file plans
$t will follov to better educate its employees on proper
administration of California's Universal Lifeline Telephone
service, (availadle to low jncome customers for as little as $1.48
per moaths in most sress.)

Early this Spring the Commission staff investigated the
utility's merketing prectices and found the compeny ian
viclation of the PUC Code, Pacific Bell's tariffp £iled with the
POC, snd certain PUC General Ordera because 3t vas, apong other
things!

o violsting s section of the PUC Code by conducting =mn

ynsuthorized trial program relating to “ezhanced®
phone services,

0 violsting a rule in Sts tariff filed with the PUC
through $ts "package sellinp™ efforts by failing to
properly provide customers with price guotations that
£u11y'1ten1¢o fixed end recurring charges for the
services and equipment customers requested, and

o violsting & PUC General Order which sets out the
procedure for administering the Moore Universal
Telephone Service Act.

On May 16, thc PUC held a hearing on its Order to Shov Cguse

vhy the PUC should mot order Pacific Bell or any of its enployeas
to cease and desist from abusive sales practices.

The upshot ©f thet hearing wae a ruling by PUC Aduinistrative
Lav Judge Lynn Carev that Pacific Bell continue its ongoing
efforts to discues short-term remedies wilh parties to the
proceeding, pesding further direction fror the PUC on Miy 28,
e (more)



3.3-3-Pagific Bell Refunds
[
On May 28 the PUC issucd m Ceese and Desiot Order and

directed its ataff to convene voékshcpo to arrive at methedp to

no:i!y customers mnd moke appropriote refunds.

A mpjor element of that Hay 28 ordor vas that Pacific Bell
vess to engage in @ crash edutptionsl program to teach its uanagers
and sales representatives sbout basic telephone mervices st
affordadle rates mede possible by the Moore Universal Telephone
Service Act of 1984,

The workshops vere held Junc 1] end 13,

Uader the plan sdopted today, Pacific Bell will:

(o] potify 81l of its cuslomers who may have been affected
by ite ssles practices of their right to a refuond, with
interest, of smounts they paid for unsuthorized or

0 verify for each customer the bLasic services to vhich
be or she currently subscribdes,

0 notify customers of their opportuaity to correctr any
errors Paci{fic EBell modc snd to obtsin appropriate
crodits or refunds.

Higblights of the notification end refund progrem adopted by

the PUC todey are that:

0 Pecific Bell wil} ac:ept the customer's word that
services billed vere not mutborized,

0 Pacific Bell will handle each cese on an sndividuel

' basis, '

0  Pacific Bell will remove immediately services its

' customers do not vant{ and the period being adjusted
vill reflect the circuustences of each individual case,

0 Pacific Bell will odviae custogers that it will uppli
interest to 8ll refunds sud adjustments,

0  Pacific Bell vill offer s refund check if the credit
exceeds the customer's average monthly Bill, or if he
asks for a refund check,

"0 Once a customer asks to have mn existing service
removed, Pacific Bel]!enployees vill not discuss
optional or sdditsonal gervices unless the custorer
asks for thew, Pacific Becll will reinforce the notion

thet it intends customers to retain only the services
they esctually want,

(-éro)
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4-4-4-Pacific Bell Refunds
0 Pacific Bell customer representatives are to verify
the customer's u;deratauding of bassic service optiong,
offer & dreakdova of tﬁc nevw mponthly nervicé rate, snd

*

(o] Customer Representatives vill refer sny custoser who
is displessed with tﬁc icfund or ad justnent to the
appropriste higher line of manggenment,

The PUC order requires that Pacific Bell shareholders bear
the cost of the refund propram. The order does not rule on s $49.5
million penalty recommended by the PUC's Public staff for the
utility's abusive sales practices. Resolution of this issue is

deferred to a2 future decision.

1
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Carole Kkretzer, Information Officer ]
State Office Building, 107 So. Broadwvay
Los dngeles, Cs. 90012

Phone: (213) 620-2240
(. FOR IMMEDIATE RELEASE

The Celifornie Public Utilities Commission today 1s5ued an
emergency order requiring Pocific Bell to remedy slleged sbusive
sales practices.

" Following numerous customer complaints and e highly critice)
staff report, the PUC took the unusval sction of requiring
izwediste interim resolution of problems currently being reviewcd
in Pacific's rate cese. Among the probdlems cjtcd.by the
PUC order are:

0 Peilure tu provide customers with p full itemization
of monthly apd oanc—-time charges epplicable to residen-
tial services; )

0 Peilure to wsive the deposit for connecting Lifeldine
servite customers, as required by.Pacific'é tariffs;

0 Rcquiring deposits of residential customers who are
not, under Pacific'e tariffs, reguired to mske thew;

{ and

0 Adding mervieces and pasociated charges to reasdential
customerg' b3lls without .customer autherirsiion,

Today's order requires Pacific to shov why it should not

izpmedlistely remedy thesce sales proctices, bring thelr selces
oractices in line with the tariffe aud orders of the PUC, and

provide customers with an opportuuity Lo verify Lhe services they
have and discontinue those options they do not want,

In revieviﬁg the matter, PUC President Donald Vial commented
that "we cannot permit the public'a confidence in Pecific, ex »
provider of monopoly services, to be undermined by sales
practices, If the sllegations are tyrue, they ere not only serious
tariff violations, they amount to a brcach of public trust,

(more)
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/ . 2-2-2-2-PscBel1 Practices |
"The commigsion has worked hard to keep basic exchange rutes
lov in the face of national policies which shift more network
costs onto the local exchanges, Wc do not want those bssic retes
to be obscured by Pacific efforts to promote optional éérvicea.
¥Our ection is ot intended to prejudge rate case issucs.‘but
to increase customer avareness'of ;ervicea they have and to
discontinue services they did not intend to order.,"
The commission hes scheduled & one-day hearing on today's

order on May 16 in San Francisco.
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TelpL el aZ B-22C I=C 12 'S4
CALLFURNIA $UNLIC UTTLITIES COPPISSION 030—Fekxuary 23, 1930
arcle Xretzer, Information Officer
state Oftice Building, 107 8. Exrcadway
Ios Angeles, CA 90012

Fhone: (213) 620-2240
CONTALT: Diamme Dienstein, San Francisco (415) 557-3914
TOR IMNEDTATE RELEASE '

The California Public Dtilities Comission (CHC) teday adopted final
vecrrmendations of the Customer Marketing Oversicght Committee (Committee)
regaraing Pacific Bell’s (Pacific) marketing practices, lifted the ban on
#c01G-pelling” talecommmications scrvices, ard referred the Committee’s
recarmendaticon to clarify eligibility for Universal Lifeline Telephone Sexvice
téﬁaeCRJC'sI.ifelimpmceedmg. The Comittes’s work is done and its term
has ended, .

Following an $rvestigation into kacifio’s warketing activities, in 1886,
tha CPUC datarmined that Pacific had viclated several provisions of the Public
Utilities Oxde (Coda) ard ordered the utility to: stop those activities,
refund overcharges to affected customers (ds of Jaruary 1989, Facitic had
refunded $63 million to residential ard small business customers at a cost of
315.8 million to shareholdars), and pay a $16.5 million penalty (derived
entirely from shareholders) to fimd educaticnal programs to help cnsumers
make infermed choices abast telecommmications sarviees ard equiyment cptions.

In addition, a *Customer Marketing Oversight Commitiss” was establiehed
to ensure that Pacific’s futire marketing practices would carply with the
Code. The Cammittee was composed of utility industry representatives, Pacific
Bell managers and employess, CFUC staff, consumar growps, residential arg
Susiness telephone customars, senior citirzens, ard reprocentatives of minority
ccomunities served by Pacific.

The Camission directed the Comities to lock at: what incentives amd
quotas Pacific imposed on its employoes sclling phone services to residential
ad husiness customers; trial afferings of services; renaming and packaging of
services; how deposits wore administered: how Universal Lifeline Telephone

( moxe )
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sarvice was administeved) and cold-sslling telemarketing. The Comission also
asked the Camittes to suggest safeguards to prevent future marxeting
problens.

In a report it sumitted to the Comittes, Pacific aetailed corrective
steps it had taken to cnsure corpliance with the Code. In additim, Fecific
establishad an Adviscry council on Ethics, an Ombudsman, implemented expanded
emammm‘iﬁww@lim:ammuqmm,
itemized billing, confirmation letters to custemers ordering new services, and
quality control checks.

The Cammittee approved Pacific’s selection of an independent research
2irm to “provide an independent, cbjective, on~going ’andit! ef Pecific Bell
representatives’ handling of calls that yesmit in scme type of marvice cvder
activityt'o[m]ﬂmtastmsm(l)n&theingmmmwdng
services they do not want or need, (7) not receiving services they do not want
;rammcesaa-,mdmwmtommunmmbmtyofmvm
1ifeline Sarvice if they are [now custrmers) and qualify for the sexrvice.”

The mxdit will be done guarterly for the next five years ard will be
mnitored by the CHC to ensure that the intermal eafequards Pacific has
irplerented cortire to be effective. The first audit will cover the first
quarter of 1990 ard is due on or bofore May 31 of this year, The costs of the
adit will be bome by Facific’s sharchalders.

Pacigic Pell must file each audit in the on—going ‘forum’ proceading,
established today by a separate Commission decision, which will allow
custaners, ocapetiters, and others to rzise issues regarding regulation of
Pacific Bell which previcusly would have been raised in general rate cases.
In addition, Facific must rrovide cach report to parties to this case and to
the former menbers of the Customer Marketinmy Oversight Coomittee,

The Comittee also recommerxied clarification of the ciromstances wder
vhich a household participating in the Universal 1ifeline Program can have an
extra telephone maer and service, and this will ke considered as part of tha
CPUC’s separate ongoing proceeding focusing on lifeline srrvies.

t ¢+
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CALIYORXIA PUBLIC UTILYTIES COMNISSION 19~Februsry 11, 1987

Cercle Kretzer, Information Officer
State Office Building, 107 Bo. Brosdvay
Los Angeles, Ca. 90012

Phone: (213) 620-2240

FOR IMMEPIATE RELEASE

Beginping Msrch 1, Pacific Bsll will provide its residential
customers Bonthly bills which itesize each charge on the dill,

The Cslifornia Public Utilities Commission issued the order as o
result of 4ts investigation into Pacific's msrketing practicea.'

The mopt significant change in the billing itexizetion is
the explicit cetegorical distinction between babic services and
optional services. Besic service includes flast rate, seasured, or
l14faline mervices, Optional sarvices include Touchtone, Unlisted
Telephone, Call Bonus end Call Waiting.

Other chsrges vhich are already $tegized and will cantinua to
de itemized include the Federsl Comsunications Comaission access
charge, rate surcharge, state regulstory fee, Comzunication
Devices Funds for Deaf and Disabled, taxes, and late charges.

On an $ateria basis, Pacific is suthorized to {pclude Foreigns
Bxchange Service saonthly charges under basic mervices and Foreign
Exchange Service mileage charges under optional serviczs. The
PUC granted the guthorisation wvith the condition that Pacific
file, no later than June 30, to effectively include bdoth Foreign
Exchange Service charges under optional services,

Today's rcsolution mlso directs Pscific to submit, no leter
than April 1, s specific plan to itemize d41ling for 4ts business
customera. April 1 is also the beginning date for quarterly
reports thet Pacific sust submit to determife 4f there is s peed
to inform Call Bonus residentisl customers of vhether or sot they
benefit from sny of the Call Bonus plmuns, besed on thelr ametusl
toll usage patterns., The resclution, usanimously adopted today by
the PUC,is effective immediately,

s
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STATE OF WISCONSIN
DEPARTMENT OF JUSTICE

DONALD J. HANAWAY 114 East. State Capitol
ATTORNEY GENERAL P.0. Box 7857
Mark E. Musolf Madison. Wi 33707-7857

Deputy Attorney General 608/26§-1221

For More Information Contact For Release

Attorney General Don Hanaway . Thursday
608/266-1221 . . March 30, 1989

Assistant Attorney General
Steve Nicks 608/266-2426

STATEMENT BY ATTORNEY GENERAL DON HANAWAY

The Wisconsin Public Service Commission has concurred
with the Wisconsin Department of Justice's recommendation for
further investigation and possible civil proceedings against
Wisconsin Bell for alleged violations of PSC rules on marketing
of optional residential telephone services.

The PSC decision came after DOJ presented to the PSC &
report of a preliminary investigation of Bell. DOJ conducted the
preliminary investigation.

The PSC asked our department in August of 1988 to
investigate allegations that, among other matters, Wisconsin Bell
was packaging optional services, such as touch-tone or call-
waiting, with its basic rate in a manner not allowed by PSC
rules. »

If this practice exists, it could lead to consumers
being forced to pay for unwanted or unnecessary phone services.

The state Justice Department's Office of Consumer
Protection and Citizen Advocacy interviewed more than 400 Bell
customers across the company's service territory from Superior to
Kenosha, Madison to Milwaukee and parts between.

The interviews were the most ever conducted in a
Department of Justice consumer case and suggest that sufficient
grounds exist to continue the investigation.

B#n
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STATE OF WISCONSIN
DEPARTMEHTOFJUSNCE .

DONALD J. HANAWAY 114 Cast. State Capito!
ATTORNEY GEMERAL .

P.0. Bux 7857
Mark £, Musoifl Madison, Wi §3707-7857
A 1|E-1{2)
Deputy Attorney General ) 608/268-1321

For more information contact

Attorney General Don Hanaway
608/266-1221"

For Rgleasa

Thursday
- July 27, 1989

MADISON -- Attorney General Don Hanaway announced today

the filing of a consent judgment under which Wisconsin Bell heas
agreed to pay $1.2 million in civil forfeituTes and penalty
assessments to the state —-- the largest forfeiture in the history
of the Wisconsin Department of Justice -- for "packing" optionzl
telephone services onto the bills of unsuspecting residential

customers. The complaint alleged violations of both the state's

deceptive practices act and various Public Service Commission
rules.

Hanaway also said Wisconsin Bell will make full
restitution, including 8 percent interest,
honor system refund program.

in a unique consumer

"Notices in clear language will be mailed by Wisconsin
Bell to between 500,000 and 1 million residential customers
announcing they can cancel various optional services they did not
want or had not ordered and are entitled to a £full refund,
Eanaway said. “The company also will take out full-page

newspaper advertisements to alert the widest number of customers
about the restitution program.”

He said individual refunds will range from a few

dollars to more tﬁén $500, and that customers wili decide for

themselves whether they have refunds due them.

(8

The services covered in the settlement are Touch-Tone;
custom-calling features such as call—waltlng, call-forwarding,
speed-calling and three-way calling;

and optional calling plans
such as Value-Visit and Flex-A-Visit.

Hanaway said the alleged viclations by Wisconsin Bell
were "widespread, frequent and willful."

"Customers were charged for cptional services often
without being told that such services were cptional," the

Attcrney General said. "Other times, cpticnal services were

- MOEE - -

19/ 46



- ~e I
- -

- -

wl

o

paciiaged cr "bundleg¢" with basic c¢n
t

customers believe u-y had to buy the cpticnal

territory."

According to Hanaway, his 'investigaticn f%clpsa%;mai

? .
customers were under the mistaken impression that ust because 'vr ¥

they had push button phones, they needed to pay ex ra for Tguch- - .
a - = -
Tone service. Many push-button phones work wltho it ét. Y

'd
The restitution program covers a five- year perlod from

July 31, 1883, to July 27, 1988, Hanaway said. Resldentﬂal R

customers who had a new or transfer cf service order durlng “this - .

pericd resulting in buying these services will receive a direct

notice from Bell. The newspaper ads are designed to reach people

who were customers, but currently are not.

There will be, in addition, a "catchup" restltutlon
pregram for about 13,000 Bell customers who have already
cancelled certain services in response to a service itemization
Bell did in its October 1988 bills, Hanaway said. These
customers will also be given the opportunity to reevaluate’ ‘
whether they want to continue Touch-Tone service. ! -

it

"The cost of the forfeiture, penalty assessment,
administering the refund program, the refunds themselves and

defense of the suit, will not affect Wisconsin Bell ratepayers,"
Hanaway said.

"The entire cost will be borne by the company's
shareholders."

The settlement was the result of one of the most
extensive investigations ever conducted by the Wisconsin

Department of Justice, Hanaway said. He said over 400 Bell

customers across the ccmpany's service territory were interviewed
from Superior tc Kenosha,

Point to Madisocon.
he szaid.

from Marinette to Budson, frcm Stevens

Thousands of pages of documents were reviewed,

The Wisconsin Public Service Commission asked for the

Attorney General's investigation in Rugust of 1988. Hanaway

noted that the request was mzcde to the Public Service Commigsion

by the Citizen's Utility Beard, and he commended CUB for brincing

the mazter to the attention of the PSC. B !
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UL DEPARTMENT OF JLSTICE

DONALD J. HANAWAY
ATTORNEY GENERAL

Mark L. Musolf
Deputy Attorney General

.For more information contact
Attorney General Don Hanaway
608/266-1221

114 East. State Capitol
P.0. Box 7857

Madison. Wi 33707-7857
608/266-1221

For Release
Friday

MADISON -- Attorney General Don Hanaway said today he is

“yery pleased" that 37,000 customers of Wisconsin Bell have

received or will soon receive $3.5 million in refunds from the

restitution program the utility was ordered to conduct after an

investigation by the Wisconsin Department of Justice.

Bell also was ordered to pay a $1.2 million penalty --

. the largest forfeiture in state history.

All costs will be beorne

by the Wisconsin Bell shareholders, not the ratepayers, Eanaway

said.

"Even though the restitution figures are not final, the

program worked," Eanaway sail

d. "The average refund was $954.

Wisconsin Bell knew it made a mistake, and paid for it. The

company was cooperative. It did all we asked in making its

customers whole."

Banaway obtained a consent judgment in 1989, and the

refunds were ordered after Bell was found to have violated the

state's deceptive practices act and Public Service Commission

rules by packing optional telephone services onto the bills of

residential customers who did not know they were getting the

services or could not use th

em.

-MORE-

/83

4



Bell was ordered to contact all eligible customers
(about 600,000) with letters about the refund program and
purchase'full—page newspaper advertisements to reach former
customers.

The services covered in the‘réstitution program are
Touch-Tone; custom-calling features such as call-waiting, call-
forwarding, speed-calling and three-way calling; and optiénal
calling plans such as Value-Visit and Flex-A-Visit.

"Touch-Tone was the main problem," Hanaway said, "and
the company has changed its sales practices."

The restitution program covered a five-year period from

July 31, 1983, to July 27, 1988.
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SENATE . . . . . . . No.429

By Mr. Shannon, a petition (accompanied by bill, Senate, No. 429) of
Charles E. Shannon, Michael W. Morrissey, Vincent P. Ciampa, Bruce E.
Tarr, Dianne Wilkerson and Timothy J. Toomey, Jr., for legislation to
protect consumers from the unauthorized swnchmg of long-distance
telephone service providers. Government Regulations.

The Commontwealth of Massachusetts

In the Year One Thousand Nine Hundred and Ninety-Seven.

AN ACT TO PROTECT CONSUMERS FROM THE UNAUTHORIZED SWITCHING
OF LONG-DISTANCE TELEPHONE SERVICE PROVIDERS.

Be it enacted by the Senate and House of Representatives in General
Court assembled, and by the authority of the same, as follows:

Chapter 93 of the General Laws, as appearing in the 1994

Official Edition, is hereby amended by adding at the end thereof
the following new sections:—

1
2
3
4  Section 1. Definitions.

5  The following words shall have the following meanings:

6 “Letter Of Agency” (“LOA’) means a document meeting the
7 form and content requirements of 47 CFR 64.1150.

8 “Interchange Carrier” (“IXC”) means a long-distance telephone
9 service provider.

10 “Local Exchange Carrier” (“LEC”) means a local service
11 provider.

12 Section 2. Complaint Procedure.

13 (a) Either a customer or an [XC may initiate a complaint that a
14 customer’s IXC has been switched without the customer’s prior
15 authorization.

16  (b) The customer or IXC shall file the complaint within sixty
17 (60) days after the statement date of the notice indicating that the
18 consumer’s IXC has been switched.

19 (c) The customer of IXC shall file the complaint with the

20 Department of Public Utilities, for the purpose of this section
21 referred to as the department.

50



